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I 	 The total number of Medicaid eligible tripsprovided by call-a-ride is &*mated to 
be 29,I G  on an annual basis. 

D. 	 Transportation Sources: 
vehicles -
Bi-State'scurrentvan fleet consistsof 68 vehiclesof which 51 areraised-roof lift- . _--.. 

equipped vans and 17 are standardnon-liftvans. A detailed fleetroster is attached. 
The new 1994 Ford Eldorado vehicles are wide bodyvans with raised roofs and can seat 
4 forward facing wheelchair customers and/or12 ambulatory customers. 
Bi-State is currently purchasing48 new widebody raised-roof vehicles with seating for 2 
forward facing wheelchair customers and/or 14 ambulatory customers. By September 
1996, the entire call-A-Ride fleet will be lift-equipped and consist ofstate-of-the-art 
wide-body vehicles which offer excellent customer amenities. A schematic detailing 
the interior and exterior of these new vehiclesis attached. 
All of the vehicles in the Call-A-Ride fleet are equipped with two-way radios and will 
soon be equipped with Mobile Data Terminals (MDTs) for continuous and instantaneous 
communicationwith our paratransitdispatch center. This state-of-the-art communication 
equipment enables us to respond quickly to customer requests and on-street conditions 
to keep customers "on time" for their important appointments. 

Maintenance: . . . 

Thevansused for this contractarehoused atourmodern Main ShopMaintenance 
facility ' Maintenance is performed in afully equipped maintenanceshop locatedwithin 
the facility The paratransit/truck shop hasa full timestaff of two foremen and12 trained 
mechanics with an averageof 5 years. experience. e a c h  in the maintenance of paratransit 
vehicles 100% of ourmechanics have had formal . training. through the.Agency's . 

specialized training on items unique.vocational training program including to our vehicles 

About 95% are also graduates of recognized Mechanic training programs. 

Inadditionto the on-site maintenance,this shop is supported by our Main Repair facility 

This facility has a staff of 80 other mechanics and performs all majorrepairs, such as 

bodywork,powertrainoverhauls,and unit wehauls of over 400 different replaceable 

units on the vehicles Bi-State has mechanics on duty for road service or in-house 

maintenance from 4:OOam - I:30am. 

Preventivemaintenanceinspectionsare performed at 3,000 mileintervals .with a 

mainframe computer program keepingtrack of when inspections are due, as well as all 

maintenanceactivitiesperformedoneachvehicleCopies -of-all of ourpreventive 

maintenanceinspectionforms are attad&. All inspections.performed onBi-State . 


vehicles e x a d  the standards of local, county and state safety inspection requirements. .. 


In addition to the scheduled preventive maintenance a pretrip inspection is performed 

by each vanoperator prior to goingintoservice with thevan each day.Anydefects 
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found are noted on defect card, and the defects are repaid when the van turns back 

into the shop. In the event that safety items or items that would cause an in-service 

failure are detected on the pre-trip inspection, these i tems are repaired priorto pull out, 

or theoperator is assigneda different van until repairscan be. made. A copy of the 

operator‘s defect card is also attached. 

Bi-State also has a Quality AssuranceDepartment,whoseprimaryresponsibility is to 

assure that all vans are maintained in accordance with manufacturer‘s recommendations. 

Quality Assurance also assures that all fluid, lubricants, and replacement parts used on 

the vans meet manufacturer’s specifications. 

The excellenceoftheAgency‘sparatransitmaintenanceprogram is reflected in daily 

operations. The vehicles aredean inside and out, they are well maintained, and they are 

reliable averaging over50,000 miles between in-service mechanical delays. 


Section 111. Descriptionof Transportation Propram-

A. Call-A-Ride Routing/Scheduling/Dispatching Procedures: 
0 	 Bi-State has aggressivelyincorporatedstate-of-the-arttechnology into the operations 

environmenttoprovidecustomers with the highest qualityservicepossible in a 
productive efficient manner. 

8 	 All paratransit routing, scheduling and dispatchingis done using a sophisticated computer 
system that enables the OperationsStaff to identify allpossible trip opportunities available 
forcustomersand optimize thosetrips for maximum efficiency DSS/DMS can be 
assured that the services provided to clients are dewloped with quality as well as 
efficiency inmind. 

8 	 WhenCall-A-Ride schedulers acept reservationsfor trips, theautomatedroutingand 
schedulingsystemgeneratesanestimated .time.ofpick-upanddrop-offforeach 
passenger. Using geographically coded map coordinates, the System can calculate travel 
distances and times from point to point through the course of every van route that the 
requested trip might possibly fit on and display this information for the scheduler. The 
scheduler can pick the most efficient van route that accommodates the needsof the 
customer, in terms of pick-up times, appointment times, return times andso forth. 
Our sophisticatedDispatchCenteralsoincorporatesstate-of-the-arttechnology with 
automated trip dispatch software andMobile Data Terminals (MDTs)which will soon be 
operational in each vehicle Dispatchers send customer tripsto the driversin the field via 
computerand it displays on their MDT. As thedriversperform each trip, the MOTS 
automatically record key information from the vehicle odometer anddock and transmit 
this back to. the DispatchCenterproviding us with “realtime”informationoneach 
vehicle.Thisdataincludes the “realestimated time of arrival” for each trip for every 

, 
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driver in the field enabling dispatchersto monitor trips and appointment times, and move 
trips todifferent vehicles whennecessary to keep customertripson time. 

. .  
Call-A-Ride OperatingProcedures: 

To ensure qualityon-street operations MI-A-Ride has a dedicated Operations 

Supervisor in the field monitoring service andresponding to problems. He has 

personallymet with directors' atthe dialysiscenters,medicalcenters,sheltered 

workshopsand so for& to discuss their service andaddressconcerns. To date,the 

concerns have been very
few and all have been addressed. 
Call-A-Ride has procedures in place to document and respond to all incidents that 
occur in the field.' Attached are copiesof our incident Reports: one reportis filled out 
by the driver documenting the incident and detail; theoffice report is f i l l e d  out by the 
supervisory staff that followed-up on the incident and documentshow the incidentwas 
resolved. 
Call-A-Ride staff also captureall comments that customer would liketo make whenever 
theycallour offices, either at the ReservationCenter,theDispatchCenter or our 
business offices. Attached is a copy of our Customer Contact Report where complaints, 
commendations, suggestions or inquiries are recorded. Each c a l l  is investigated and the 
action takenis notated on the form. 

Call-A-Ride Efficiencyand Productivity: 
Bi-StateinitiatedtheCall-A-Rideservice in 1985 with privatevendorsprovidingthe 
service undercontract Bi-State took over the service in 1988 and has steadily improved 
theservice to provide first class paratransitoperations with experiencedtransit 
professionals, state-of-the-art scheduling and dispatch technology, a modem accessible 
fleet andexceptionalmaintenance. . 
Since 1987, Bi-State has mote than tripled ridership on the setvice from 81,400 riders 
in 1987 to over 340,000 estimated for this f i s c a l  year. 
Bi-State also dramatically improved the productivity and efficiencyof the service. Call-
A-Rideaverages about 3 scheduled passengers per hour - which means the vans are 
making passenger stopsaboutevery 10 minutes all day every day froma m  - 12am. 
Service qualityhas been markedly improvedaswell. On an average month oversof  
all trips are picked up on time. . 

These impressive statistics are duein large part to the professionalismof our drivers and 
maintenance staff. Call-A-Ride averages 70,000 miles between accidents and 50,000 
miles between mechanical delays. 
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WEST COUNTY 
Call-A-Rlde 
534-1544 


ZONE 2 

I 

SOUTHCOUNTY 
Call-A-Ride 



Seat  

CallLA-Ride Fleet Roster Eff 2-1-95 

rear Cap -Val 

:-1990 16 Pass 1901 
1902 
1903 
1904 
1905 
1906 
1907 
1908 
1909 
1910 
191 1 
1912 
1913 
1914 
1915 
1916 

F-1991 ' 4 9 WIC Val 

1925 
1926 
1927 
1928 
1929 

Seat Cap -Val 

:-1990 3-WIC Val 

1951 

952 

953 

954 

955 
956 
957 

1958 
196C 
1961 
1962 
1963 
1964 
1965 
1966 
1967 

1968 
1969 
1970 
1971 
1972 
1973 

1974 

Year Var- Seat Cap _I 

F-1991 3-WIC 1975 
1976 

,1977 
1978 
1979 
1980 

RearLoader 1982 

'FIE1994 4wWIC, van 

4901 
4902 
4903 
4904 
4905 
4906 
4907 

4908 

4909 


13 P Straight Van 4910 


491 1 
4912 
491 3 

491 4 

491 5 

- .  




etc.) seats,  

--- 

- - 

Check  

A 

--- --- 
i 

shoes,  

condition,  

check  
1 

FORD E-350 inspection 

V E H I C L E  NO. ANTIFREEZE READING 
OAT� INSPECTIONSERIES 
WORK ORDER NO. mileage 
inspected BY: 

. (a=4 (EMPLOYEESIGNATURE) 

' 1 change engine 011 and filter,checkcoolantlevel, I .  I I 
I 

[take an oil sample,recordleaks. ~-...-.--_._I-.--- X 
I x / x i  
I----.I 


2 Inspect suspensionandsteering. x ! x i x ; I 


3 Lube a l l  grease fittings, doors, & latch. I ---.--.x i x i X Ii 
i 
! 


4 iInspect front disc brake lining,linesandhoses, I 1 I 


pack bearings when replacingpadsat 4132 ____ !
i 

, 

v ! 
! V I! x 

I.
! __ .i 

I 


._____ e---! 

5 I-Check and adjust differential oil. 

_ _ _  __._...-1 
I X 
'I I. 

! X I X ! I 
I 


6 'Inspect & adjust brake
rearreplace a: 4/32. x ; - x ; x ; -J 


7 inspect U-joints for plan andlube. -1 x i x i x i 

~ 
 -I-­


8 !Inspectshocks for leaks andpropermounting. ' x II ~ 

X ' I x 
I 


9 exhaust. Le.. leaks, pipehangers. .....---. . 
1 X 

. I  
! .... X . I 

1 .... x ... i -_
_----___________ ... . 

10 transmission fluid and filter. I 

1 x ! 

check bell tension. 1 f
1 inspect drive belts, -.______-____ ._ ._  . ..... .-._i' X I x i x : 


12 Inspectcoolanthoses.. ----. i x ! x ; x ! 
! ---. 

I 


13 --.- .--___-_.-._._._ ~ I 

! x ! x i x ~ ! .  -_-!------.-x 1  x i x i  
14 brake fluid andpowersteering fluid levels. 
15 

16 


17 

inside18 Check all light operation & out, check all. glass. ' i

d 

19 Check a l l  warning light operationanddelay -start system.-
operation,20 Inspect W/C lift & limit switchparking i !I : 


interlock. brake i X I v ! x ! 1 .I 


21 Clean and
batterybatteriesterminals, clean and 'lube " I 
sides. tray i x ! x .1 x ,1 1 

I 


22 Inspect first aid kit - replace i f  x 
d__._ 

i*---..----.--.-.-.--­
- - _ - - - ~needed. ______._____.._-__i x x i  

EXTINGUISHER s( proper23 inspect FIRE mounting. 1 X I X I x iLL4 I 


24 'Check interior for defects(missingseatpins. tie downs, i 

loose I x -- x 

i
! X i ! 


25 Checkheatand NC operation.---.__.-- ~ ______i--.X-J x j--X---i.. . ~ ..-._.---! 
adjust air pressure,26 check tire condition, torque lug nuts ! !'- -.-.-- i 




I 

Incident Report for Call-A-Ride 

this form is  for use by drivers to record the details of any incident which occurs on a 
vehicle while clients ore !%thytransported drivers m e  expected t o  report any and a11 
of these incidents which could include the following: fights destruction of property, 

injuries" 	 disobedience, foul language by clients, resulting while boarding and/or
alighting from the vehicle no one at the residence to receive the client, etc. 

date of the incident --_ 1time o f  the Incident: 

Supersedes TN# new app 



. 


Date of initial response 

Person initiating the response 

List of parties to be 
contacted (check as they are 
contacted) 

Action taken in response 
to this incident 

Final disposition 

date of Final Disposition 

Copies of this report 
forwarded to: 



1487 
CALL-A-RIDE NO. 

COPIES TO: 
*CUSTOMER CONTACT REPORT 1 Manager 

0 COMPLAINT 0 commendation 
customer Contact File 

Employee File
0 SUGGESTION 0 INQUIRY Labor Relations.

AM 
TE OF OCCURRENCE TIM E PM . AREA Rollins - Burdick - Hunter 

rection LOCATION 
I Safety I 

S NO. RUN NO. OPERATOR badge 

STOMER'S COMMENTS: 

:TION TAKEN: 

SIGNED 0ATE 

ustomer’s NAME RECEIVE0 by OAT� 

TIME 
lo*--$ REPLY TO CUSTOMER: 

0 NOT NEEOEO 0 REQUESTED 

Supersedes TN# Approval Date may Q-D aAIL 
phone phone 

Work Horn0 REPLY made by DATE 

I 



100% 

86% 


. 00% 

06% 

80% 

76%JUL AUG SEP OCT NOV DEC JAN FEB MAR APR MAY JUN t 

--yC FY06 ACTUAL 4FY85 ACTUAL 

State Plan TN# 94-01 Effective Date 
'SupersedesTN# & Approval date 
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